Digitized  by  the  Internet  Archive 
in  2019  with  funding  from 
American  Printing  House  for  the  Blind,  Inc. 


https://archive.org/details/reportinstituteoOOinst 


SPONSORS 


American  Foundation  for  the  Blind,  Inc. 

15  West  16  Street 
New  York,  N.  Y. 

American  Telephone  &  Telegraph  Company 
195  Broadway 
New  York,  N.  Y. 

Vocational  Rehabilitation  Administration 
Department  of  Health,  Education,  and  Welfare 
Washington,  D.  C. 


This  Training  Program  Was  Made  Possible  By  Training  Grant  No. 
VRA  64-29  From  The  Vocational  Rehabilitation  Administration, 
Department  Of  Health,  Education,  And  W7elfare,  Washington,  D.  C. 


. 


TABLE  OF  CONTENTS 


Page 

Introduction  1 

Planning  for  the  Institute  2 

Conduct  of  the  Institute  4 

Group  Reports: 

The  Selection,  Training  and  Placement  of  Blind 
Telephone  Switchboard  Operators  5 

The  Training  of  Switchboard  Operators  in  Agencies 
for  the  Blind  8 

The  Need  for  Future  Research  in  the  Development 
of  Special  Equipment  for  Use  by  Blind  Telephone 
Switchboard  Operators  16 

Training  of  Blind  Switchboard  Operators  by  the 
Telephone  Company  18 

Appendix  1  -  List  of  Participants  22 

Appendix  2  -  Agenda  24 

,  r~i 


/ 


1 


INTRODUCTION 

The  American  Foundation  for  the  Blind  and  the  Vocational  Rehab¬ 
ilitation  Administration  have  been  working  with  the  American  Telephone 
and  Telegraph  Company  for  some  years  in  an  effort  to  correct  the  under¬ 
employment  of  blind  persons  as  telephone  switchboard  operators. 

Many  years  ago  the  Telephone  Company  developed  a  device  known  as 
Touch  Pilot  to  enable  a  blind  person  to  operate  a  telephone  switchboard 
successfully.  While  the  Touch  Pilot  performed  satisfactorily  within 
the  limitations  conceived  for  its  use,  the  number  of  employed  blind 
switchboard  operators  never  rose  above  the  100  mark  nationally.  The 
most  important  contributing  factor  to  this  low  employment  figure  was 
the  high  monthly  rental  charge  for  this  equipment. 

This  charge  had  to  be  absorbed  either  by  the  employer  or  the  em¬ 
ployee.  If  the  worker  assumed  this  cost  she  would  be  employed  at  sub¬ 
standard  wages;  if  the  employer  assumed  it,  he  was  paying  a  premium  for 
hiring  a  blind  worker.  In  an  attempt  to  reduce  this  monthly  rental  charge, 
the  Telephone  Company  developed  the  Seeing  Aid,  which  could  be  supplied 
for  less  than  one  half  the  cost  of  the  Touch  Pilot.  However,  this  did 
not  solve  the  problem  for  even  though  the  cost  was  reduced  the  question 
of  who  should  pay  the  rental  charge  remained. 

A  solution  was  finally  reached  when  in  April,  1963 »  the  American 
Telephone  and  Telegraph  Company  advised  its  affiliated  companies  through¬ 
out  the  nation  that  it  henceforth  would  recommend  waiving  the  monthly 
rental  charge  for  the  Seeing  Aid  in  favor  of  a  one-time  non-recurring 
charge  for  its  installation  and  servicing.  It  is  hoped  that  in  the  near 
future  this  policy  can  be  extended  to  include  the  Touch  Pilot. 

With  the  removal  of  this  major  barrier  to  the  employment  of  blind 
persons  as  switchboard  operators,  the  Vocational  Rehabilitation  Admin¬ 
istration  requested  the  American  Foundation  for  the  Blind  and  the  Amer¬ 
ican  Telephone  and  Telegraph  Company  to  cooperate  in  a  venture  to  stim¬ 
ulate  the  employment  of  blind  persons  in  this  field  and  to  encourage  the 
establishment  of  high  quality,  well  rounded  training  programs. 

As  a  result,  an  Institute  on  the  Employment  of  Blind  Telephone 
Switchboard  Operators  was  held  in  New  York  City,  March  16  -  18,  196k, 
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The  resultant  report  reflects  the  combined  knowledge  and  experience 
of  the  participants  who  worked  diligently  to  formulate  guidelines  which 
hopefully  will  broaden  the  horizon  of  blind  persons  who  are  qualified  for 
and  interested  in  training  for  employment  as  switchboard  operators. 

PLANNING  FOR  THE  INSTITUTE 

In  November  1963  the  Vocational  Rehabilitation  Administration  con¬ 
tracted  with  the  American  Foundation  for  the  Blind  for  a  training  institute 
with  the  following  objectives: 

1.  To  develop  guidelines  for  agency  guidance  in  training 
blind  persons  to  become  switchboard  operators; 

2.  To  set  forth  training  recommendations  for  specific  job 
training  to  be  carried  on  by  the  local  telephone  compa¬ 
nies  involved; 

3.  To  evolve  recommendations  with  regard  to  tools  and 
equipment  currently  available  as  well  as  needed  study 
and  research  toward  standardization,  improvement  and 
selection  of  new  devices  for  use  by  blind  persons  in 
their  work,  and 

4.  Long-range  planning  with  regard  to  such  future  devel¬ 
opments  in  the  telephone  industry  as  the  console  equip¬ 
ment  and  the  effect  of  this  type  of  automation  on  the 
eventual  employment  of  blind  persons  in  this  occupational 
area. 

A  Planning  Committee  was  formed  for  the  purpose  of  developing  the 
agenda  for  the  Institute  and  selecting  the  participants.  This  Committee 
was  composed  of:  Mr.  George  E.  DeClue,  State  Representative,  American  Tele¬ 
phone  and  Telegraph  Company,  New  York;  Mr.  Harold  Salzman,  Executive  Serv¬ 
ices  Administrator,  American  Telephone  and  Telegraph  Company,  Washington, 
D.C.;  Mr.  Herbert  R.  Brown,  Director,  Vocational  Rehabilitation  Service, 
Commission  for  the  Blind,  Albany,  New  York:  Mr.  Harold  Richterman,  Director, 
Rehabilitation  Services,  Industrial  Home  for  the  Blind,  Brooklyn,  New  York; 
Miss  Marion  McVeigh,  Associate  Regional  Representative,  Vocational  Rehabil¬ 
itation  Administration,  Department  of  Health,  Education,  and  Welfare,  New 
York;  Mr.  George  A.  Magers,  Rehabilitation  Consultant,  Division  of  Serv¬ 
ices  to  the  Blind,  Vocational  Rehabilitation  Administration,  Department 
of  Health,  Education,  and  Welfare,  Washington,  D.C.,  and  Mr.  Arthur  L. 
Voorhees,  Program  Specialist,  Vocational  and  Rehabilitation  Services, 
American  Foundation  for  the  Blind,  New  York,  N.  Y.,  Project  Director. 
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This  committee  met  on  November  26,  1963  at  which  time  the  follow¬ 
ing  decisions  were  made: 

1.  The  Institute  would  be  held  at  the  Prince  George  Hotel, 

New  York  City,  March  16-18,  1964. 

2.  The  participants  would  be  selected  from  persons  who  are 
knowledgeable  in  various  aspects  of  telephone  switch¬ 
board  operation,  and  will  be  comprised  of: 

(a)  successful  blind  switchboard  operators 

(b)  trainers  in  agencies  for  the  blind  which  have 
dynamic  and  successful  training  programs 

(c)  Vocational  Rehabilitation  personnel 

(d)  employers  of  successful  blind  switchboard 
operators 

(e)  telephone  training  personnel 

(f)  American  Telephone  and  Telegraph  Company  tech¬ 
nical  personnel;  and 

(g)  Bell  Laboratories  technical  personnel 

3.  The  American  Telephone  and  Telegraph  Company  agreed  to  under¬ 
write  the  participation  of  its  own  personnel,  and  the  American  Foundation 
for  the  Blind  would  use  Vocational  Rehabilitation  Administration  grant 
funds  to  pay  travel  and  per  diem  for  the  twenty  other  participants.  The 
list  of  participants  is  attached  as  Appendix  1. 

4.  The  following  subjects  would  be  discussed  and  reported  on  at 
the  Institute: 

(a)  The  evaluation  and  selection  of  blind  persons  for 
switchboard  operation 

(b)  The  components  of  a  PBX  training  program  in  an 
agency  for  the  blind 

(c)  The  need  for  further  research  in  the  development 
of  PBX  switchboard  equipment  for  use  by  blind  per¬ 
sons 

(d)  The  training  of  blind  switchboard  operators  by 
the  Telephone  Company. 

5*  The  Institute  would  open  with  a  series  of  panel  presentations 
designed  to  stimulate  discussion  and  focus  the  thinking  of  the 
participants  on  the  selected  subjects.  These  presentations 
would  be  followed  by  four  concurrent  group  meetings,  each 
group  assigned  to  a  particular  topic  to  summarize  the  points 
of  view  expressed  during  the  panel  discussion  period.  The 
reports  of  these  four  groups  would  then  be  reviewed  by  the 
entire  group  for  the  purpose  of  recommending  additions, 
deletions  or  changes. 
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CONDUCT  OF  THE  INSTITUTE 

The  Institute  on  the  Employment  of  Blind  Switchboard  Operators  was 
held  at  the  Prince  George  Hotel  in  New  York  City,  March  16-10,  1964.  The 
Project  Director  and  thirty  persons  were  in  full  time  attendance.  In 
addition,  Mr.  M.  Robert  Barnett,  Executive  Director  of  the  American 
Foundation  for  the  Blind,  and  Mr.  Louis  H.  Rives,  Jr.,  Chief,  Division 
of  Services  to  the  Blind,  Vocational  Rehabilitation  Administration,  ad¬ 
dressed  the  opening  session.  They,  as  well  as  Mr.  Harold  G.  Roberts, 
Director,  Program  Planning  Department  of  the  American  Foundation  for  the 
Blind,  were  in  attendance  during  many  of  the  sessions. 

The  American  Telephone  and  Telegraph  Company  set  up  a  demonstra¬ 
tion  of  special  telephone  switchboard  equipment  which  was  viewed  with 
great  interest  by  the  entire  group. 

From  the  outset  it  was  evident  that  every  panelist  had  carefully 
and  thoughtfully  prepared  the  material  they  had  been  asked  to  present. 

This  contributed  tremendously  to  the  enthusiasm  of  the  group  which  was 
sustained  throughout  the  entire  three-day  period. 

Each  group  worked  diligently  in  the  preparation  of  its  report,  and 
attempted  to  accurately  reflect  the  thinking  of  the  Institute  as  a  whole. 

These  reports  are  presented  here  in  the  hope  that  they  will  be  of 
value  to  agencies  and  organizations  concerned  with  the  operation  or  estab¬ 
lishment  of  programs  for  the  training  or  placement  of  blind  persons  as 
switchboard  operators. 
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REPORT  OF  GROUP  1.  The  Selection,  Training  and  Placement  of  Blind 

Telephone  Switchboard  Operators. 

The  question  of  selection  was  approached  on  the  assumption  that 
the  evaluator  has  knowledge  of  the  basic  requirements  of  the  PBX  tele¬ 
phone  operator  job.  A  total  evaluation  of  the  individual  and  information 
as  to  her  interest  in  such  employment  are  essential.  Listed  below  are 
specific  criteria  which  must  be  considered  in  selection.  This  does  not 
mean  that  every  individual  selected  for  this  vocational  objective  will 
need  to  meet  all  of  these  criteria  to  the  highest  degree  or  even  to  the 
same  degree.  It  does  mean,  however,  that  it  is  necessary  to  determine 
whether  these  qualifications  and/or  abilities  are  present  and  the  extent 
to  which  they  are  present. 

The  degree  to  which  they  will  be  needed  will  vary  in  the  individual 
situation,  and  will  have  an  important  bearing  on  the  employment  object¬ 
ive. 

Five  areas  of  consideration  in  evaluating  the  client  must  be  met: 

1.  Physical  -  medically  determined  physical  condition  which 
indicates  general  good  health  and  which  would  not  limit 
ability  to  perform  the  duties  covered  in  basic  job. 

(a)  ability  to  travel  adequately  and  safely 

(b)  ability  to  orient  to  work  area  and  work  space 

(c)  neuro -muscular  coordination 

(d)  posture 

(e)  physical  appearance 

2.  Emotional  - 

(a)  stability 

(b)  maturity 

(c)  patience 

(d)  calmness 

(e)  self-control 

3.  Social  - 

(a)  ability  to  relate  to  people  and  conditions 

(b)  healthy  domestic  situation 

(c)  awareness  of  social  skills 

(d)  good  personal  appearance  and  awareness  and  ability 
to  adapt  to  current  fashion  and  grooming  trends 
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4.  Mental  - 

(a)  intelligence  and  judgment  to  a  degree  which  will 
allow  the  trainee  to  cope  with  the  requirements 
of  the  position 

(b)  mental  alertness 

(c)  good  memory  (retentive  power  and  comprehension) 

(d)  ability  to  make  decisions  quickly 

5.  Vocational  - 

(a)  communication  skills 

(b)  high  school  education  or  equivalent 

(c)  interest  of  trainee  -  motivation 

(d)  loyalty  and  cooperation 

(e)  work  habits:  dependability  -  punctuality  -  consistency 

(f)  work  tolerance 

(g)  clear,  adequate  diction  and  good  speaking  quality 

(h)  some  knowledge  of  office  procedure 

(i)  past  employment  history 

(j)  learning  ability 

In  describing  the  job  of  placement  of  the  trained  blind  operator 
it  must  be  kept  in  mind  that  there  is  a  number  of  types  of  equipment,  a 
variety  of  job  requirements  and  varying  degrees  of  job  readiness  and  abil¬ 
ity  on  the  part  of  the  blind  person.  Knowing  the  job  possibility  thoroughly, 
and  knowing  the  potential  employee  thoroughly  will  allow  for  matching 
through  selective  placement,  to  a  degree  which  both  the  employee  and  the 
employer  will  find  satisfactory. 

There  are  listed  on  the  preceeding  pages  many  areas  that  must  be 
investigated  prior  to  selection  of  the  client  for  such  training.  The 
degree  to  which  the  client  develops  in  each  of  these  areas  will  help 
in  the  selection  of  a  job  commensurate  with  the  degree  and  number  of 
skills  the  individual  possesses.  Also  it  must  be  kept  in  mind  that  if 
during  training  there  is  an  indication  of  a  lack  of  ability  in  a  signifi¬ 
cant  number  of  the  areas  listed,  in  all  liklihood  this  person  should  not 
be  considered  for  training  or  placement. 

Any  person  responsible  for  placement  should  know  and  understand 
the  functioning  of  the  local  telephone  company  service  advisers  and  how 
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they  can  be  enlisted  to  train  the  blind  person  on  the  actual  job. 
Working  with  these  service  advisers  will  also  help  develop  under¬ 
standing  of  the  type  of  switchboards  being  used  in  the  locality  and 
what  new  installations  are  being  contemplated. 

In  any  potential  placement  situation  of  a  switchboard  operator 
a  survey  must  include  the  listing  of  other  duties  which  may  be  required 
as  part  of  the  operation.  When  other  duties  are  required,  the  results 
of  testing  for  some  of  the  criteria  listed  on  the  previous  pages  become 
more  important.  Is  typing  required  and  can  the  client  type?  Does  the 
switchboard  operator  act  as  a  receptionist  as  well?  Does  she  have  to 
move  from  her  station  often  during  the  day  for  other  duties?  In  any 
event,  any  other  duties  assigned  to  the  operator  should  be  of  a  type 
that  would  not  interfere  with  the  primary  objective  of  operating  the 
switchboard. 

All  of  these  factors  and  more  will  dictate  the  decision  as  to 
whether  a  blind  person  can  function  as  an  operator  of  the  particular 
switchboard  and  will  also  serve  as  a  guide  to  the  selection  of  a  suit¬ 
able  client. 
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REPORT  OF  GROUP  2.  The  Training  of  Switchboard  Operators  in  Agencies 

for  the  Blind. 

Training  in  the  important  area  of  switchboard  operation  requires 
the  skills  and  techniques  of  personnel  usually  found  in  a  well-staffed 
and  equipped  agency  for  the  blind  which  is  able  to  combine  training  in 
the  over-all  adjustment  of  an  individual  with  the  processes  of  learning 
the  required  skills  for  job  performance.  Such  an  agency  should  employ 
staff  who  are  qualified  to  provide  training  in  the  technical  aspects  of 
switchboard  operation.  Qualified  staff  should  be  available  also  to  ident 
ify  and  develop  positive  personal  and  social  skills  and  assist  in  over¬ 
coming  deficiencies  in  any  of  several  areas  including  emotional  imbalance 
physical  weakness,  lack  of  travel  ability  and  anything  that  would  tend  to 
prevent  a  maximum  attainment  in  total  independence,  social  adjustment  and 
acceptance.  This  also  includes  the  ability  to  strengthen  the  skills  ne¬ 
cessary  for  maximal  results  in  work  performance. 

The  training  program  should  present  realistic  experiences  with  the 
use  of  dummy  and  live  equipment,  thus  permitting  the  use  of  the  dummy 
board  for  initial  training  and  preventing  the  loss  of  good  potential  op¬ 
erators  through  too  early  introduction  to  live  equipment. 

It  is  recommended  that  all  trainees  be  exposed  to  cord  type  manual 
PBX  boards,  Model  #555  or  its  equivalent,  in  order  to  permit  them  to  ex¬ 
perience  the  more  difficult  problems  of  operation.  Later  the  automatic 
equipment  can  be  mastered  with  ease  because  of  the  basic  knowledge  ac¬ 
quired  on  the  more  difficult  board. 

Training  agencies  should  be  alert  at  all  times  to  keep  abreast  of 
technical  developments,  and  keep  updated  in  their  knowledge  of  new  equip¬ 
ment  and  methods  of  training.  It  is  recommended  that  they  utilize  the 
services  of  the  telephone  company  for  periodic  and  frequent  check-ups  of 
procedures  and  the  progress  they  are  making  with  the  trainees. 

Also,  there  should  be  planned  approaches  to  the  district  administra 
tive  heads  of  the  telephone  companies  to  promote  better  understanding  by 
both  the  training  agencies  and  the  telephone  companies  of  the  scope  and 
degree  of  the  problems  involved.  Knowledge  of  company  practices  and  oper 
ations  will  make  the  trainer's  instruction  more  meaningful.  Company  offi 
cials  in  turn  will  have  an  opportunity  to  observe  and  appreciate  the 


S,  i 


9. 


thoroughness  and  effectiveness  of  the  training  process  as  well  as  the 
capability  of  the  trainees.  This  process  may  well  lead  to  some  indica¬ 
tion  of  potential  job  opportunities. 

Agency  directors  and  staff  should  gear  their  efforts  to  securing 
placement  opportunities.  There  is  no  point  in  training  faster  than  the 
ability  to  place.  In  fact,  it  is  disastrous  for  the  trainee  because 
his  job  skills  may  deteriorate. 

Agencies  entering  this  field  of  training  also  should  develop  a 
program  for  stimulating  community  understanding  and  interest  so  that 
an  increasing  number  of  job  opportunities  will  develop. 

The  length  of  training  will  vary  with  the  needs  and  abilities  of 
the  individual.  All  training  must  be  combined  with  total  adjustment  to 
the  highest  possible  degree.  Some  of  the  factors  affecting  the  time 
span  are  the  degree  of  previous  personal  adjustment,  physical  weakness 
in  arm,  hand  or  wrist  which  need  strengthening,  need  for  practice  in 
improving  memory  span,  and  increasing  ability  to  learn  to  meet  the  pres¬ 
sures  of  the  job.  The  blind  will  require  more  time  to  meet  the  total 
job  situation  but  can  perform,  if  qualified,  on  a  par  with  the  sighted. 

Experience  indicates  that  about  six  months  is  required  to  attain 
a  satisfactory  degree  of  training.  This  can  be  varied  depending  on  pre¬ 
vious  training  and  native  ability. 

Plans  should  be  made  at  the  time  of  job  placement  to  combine  the 
use  of  telephone  company  personnel  PBX  consultants  with  the  placement 
counselors  to  obtain  maximum  results. 

There  are  four  cardinal  controls  of  the  training  process  which 
will  be  effective  in  all  phases  of  the  training  period.  They  are  as 
follows: 

a.  explanation 

b.  demonstration 

c.  participation 

d.  evaluation 

The  attached  outline  of  training  and  rating  scale  can  be  used  most 
effectively  in  checking  the  progress  of  the  trainee  and  his  instructor. 
No  time  limit  is  set  for  any  one  skill,  nor  for  the  progress  of  the 
trainee  through  the  four  controls  on  any  one  point  of  training.  The 
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four  controls  operate  in  the  following  manner: 

a.  explanation  -  by  the  instructor 

b.  demonstration  -  by  the  instructor 

c.  participation  -  by  the  trainee 
with  help  as  needed 

d.  evaluation  -  by  the  instructor  when 
the  goal  has  been  attained 

It  will  be  observed  that  the  outline  recognizes  the  need  for  inter¬ 
mingling  the  acquisition  of  technical  knowledge  with  personal  adjustment 
so  as  to  permit  an  interchange  between  the  processes  in  order  to  avoid 
fatigue,  boredom  and  nervous  tension. 

The  attached  outline  is  a  suggested  procedure  for  basic  training. 

It  should  not  be  felt  that  it  will  always  be  conclusive.  It  should  be 
evaluated  critically  and  periodically  in  the  light  of  experience. 

The  job  adjustment  sheet  which  is  also  attached  covers  the  main 
points  of  concern  at  the  critical  period  of  placement.  It  must  be  remem¬ 
bered  that  in  spite  of  the  job  potential  which  was  demonstrated  in  the  ini¬ 
tial  evaluation,  the  training  process  is  a  constant  reevaluation  of  the  ab¬ 
ilities  of  the  trainee  in  all  phases  of  effort.  For  instance,  high  mechan¬ 
ical  ability  need  not  necessarily  indicate  perfection  in  memory  span  or  ab¬ 
ility  to  take  pressure,  etc.  Anyone  not  having  a  satisfactory  balance  in 
all  phases  of  the  work  and  in  personal  adjustment  should  be  encouraged  to 
choose  another  objective.  Trainers  must  be  alert  to  use  judgment  and  flex¬ 
ibility  in  the  training  program.  Areas  of  tension  can  be  skipped  momentar¬ 
ily  and  returned  to  later  at  an  appropriate  time. 

In  conclusion,  successful  job  performance  is  the  proof  of  the  effect¬ 
iveness  of  the  training  and  placement  processes.  Haste  in  either  area  can 
cause  a  breakdown  which  is  disastrous  to  the  client.  Successful  job  ori¬ 
entation  and  resulting  successful  performance  is  the  best  salesman  for  ad¬ 
ditional  job  openings. 
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TRAINING  COURSE  OUTLINE 
SWITCHBOARD  WITH  SEEING  AID  ATTACHMENT 


I.  Orientation 

A.  Classroom  Area 

1#  Location  of  Furniture 

2.  Water  Fountain 
3*  Rest  Rooms 
4.  Exits 

B.  The  Switchboard 

1*  Head  Set  and  Head  Set  Jack 

2.  Probe 

3.  Designation  Strips 

4.  Extension  Jacks 

5.  Extension  Lamps 

6.  Trunk  Lamps 

7.  Trunk  Jacks 

8.  Cord  Pairs 

9*  Supervisory  Lamps 

10.  Ringing  Keys 

11.  Talking  Keys 

12.  Sectionalizer 

13.  Dial 

II.  Switchboard  Mechanics 

A.  Memorize  Extensions 

B.  How  to  Use  the  Probe 

C.  Plugging  Cords  into  Jacks 

1.  Extensions 

2.  Trunks 

D.  Operating  Talking  Key 

E.  Answering  and  Acknowledging 

F.  Establishing  Connections  and  Ringing 

G.  Making  Disconnects 
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III. 


IV. 


V. 


Know  Your  Organization 

A.  You  Are  Your  Company’s  Voice 

B.  Know  the  Personnel  and  Their  Respons¬ 

ibilities 

C.  Be  Familiar  with  Your  Organization’s 
Services  and  Products 

D.  Know  How  to  Refer  Calls  of  Inquiry  to 
Proper  Departments 

E.  Know  Policies  of  Organization  on  All 
Types  of  Calls 

1.  Inter-office 

2.  Local 

3*  Long  Distance 
Voice  Qualities 

A.  Your  Voice  Is  You 

B.  The  Voice  With  a  Smile 

C.  Telephone  Manners  and  Courtesies 

D.  Pronunciation,  Enunciation,  and 
Voice  Inflections 

E.  Tone  of  Service 

F.  Aid  of  Tape  Recorder  for  Voice 
Improvement 

1.  When  Reading 

2.  When  Operating  the  Board 

Types  of  Calls 

A.  Local 

1.  Extension  to  extension 

2.  Extension  to  trunk 

3.  Trunk  to  extension 

B.  Long  Distance 

1.  Out  Going  Calls 

a.  Station  to  station 

b.  Person  to  person 

c.  Collect 

2.  Incoming  Calls 

a.  Station  to  station 

b.  Person  to  person 

c.  Collect 

d.  Leave-word 

C.  Conference  Calls 

1.  Extension 

2 .  Trunk 
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VI. 


Switchboard  Ethics 


A.  Promptness  in  Answering  and  Making 
Disconnects 

B.  How  Often  to  Ring  a  Desired  Party 

C.  Reporting  on  Delayed  Calls 

D.  Accuracy  in  Delivering  Messages 

E.  Recording  Long  Distance  Calls 

VII.  Handling  Established  Connections 

A.  Recalls 

B.  Request  to  Transfer 

C.  Holding  Trunk  Call  While  Extension 
Party  Talks  with  Someone  Within  Organi¬ 
zation;  then  re-establishing 

VIII.  Operational  Aids 

A.  Split  Operation 

B.  Buzzer 

C.  Battery 

D.  Ringing  Generator 

IX.  Unattended  Switchboard  Service 

X.  Emergencies 

A.  What  To  Do 

B.  Who  To  Contact 

C.  Memorize  Numbers  Most  Likely  to  be  needed 

XI.  Job  Tolerance 

A.  Ability  to  Take  Criticism 

B.  Reaction  Under  Pressure 

C.  Self-Discipline 

XII.  Personal  Appearance 

A.  Grooming 

1.  Dress 

2.  Make-up 

3.  Hair 

B.  Posture 

1.  Walking 

2.  Standing 

3.  Sitting 

XIII.  Switchboard  Operator  as  Receptionist 

A.  Acknowledging  People  Approaching 
the  Switchboard 
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XIV. 


XV. 


XVI. 


B.  Referring  Visitors  to  Proper  Department 

C.  Explaining  and  Demonstrating  the 
Switchboard  Attachments 

Employment  Pointers 

A.  Punctuality 

B.  Independence 

C.  Staying  on  Job  Required  Hours 
Related  Activities 

A.  Script  or  Braille 

B.  Math 

C.  Travel 

D.  Salesmanship 

E.  Hand  Therapy 

F.  Independent  Living 

Switchboard  Failure  Procedure 

A.  Failure  of  Tones 

B.  Failure  of  Probe 

C.  Contact  Telephone  Company  Repair 
Service,  Business  Office  or  Plant 
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JOB  ADJUSTMENT 


When  a  client  is  placed  at  the  switchboard  for  job 
adjustment  training,  she  should  have  completed  the  training 
course  outlined  and  have  had  experience  and  responsibility 
for  handling  the  board  on  which  she  trained  independent  of 
the  instructor.  The  following  areas  should  be  evaluated 
and  receive  attention  in  a  job  adjustment  progress  report. 


I. 


II. 

III. 


IV. 


V. 


VI. 


Length  of  time  required  to  memorize  extensions. 
Length  of  time  required  for  orientation. 
Adjustment  to  personnel  and  staff. 

Length  of  time  required  to  learn  organizational 
policiea,  regulations,  and  responsibilities  which 
shall  be  set  forth  for  her  by  the  instructor. 

Job  tolerance. 

Job  performance. 
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REPORT  OF  GROUP  3«  The  Need  for  Future  Research  in  the  Development  of 

Special  Equipment  for  Use  by  Blind  Telephone  Switch¬ 
board  Operators. 

The  advantages  and  disadvantages  of  the  various  switchboard  aids  for 
blind  attendants  presently  available  were  reviewed.  These  include  the 
Signal  Cabinet  (Touch  Pilot),  Tele-Braille,  German  Switchboard  Equipment, 
Israel  Equipment  and  the  Seeing  Aid  Probe.  It  was  the  general  concensus 
that  the  Seeing  Aid  Probe  offers  the  best  possibilities  considering  opera¬ 
tional  efficiency  with  respect  to  cost. 

The  use  of  the  probe  with  the  new  telephone  console  was  discussed. 

The  operation  of  the  console  was  reviewed,  and  an  attempt  was  made  to 
determine  areas  of  difficulty  for  blind  attendants,  and  the  solutions  to 
these  difficulties. 

The  agreements  and  recommendations  of  the  group  are: 

1.  The  direct  station  selection  field  of  buttons  should  be 
equipped  with  braille  designations. 

2.  A  4A  console  should  be  arranged  for  operation  with  the 
Seeing  Aid  Probe.  This  console  should  then  be  made  avail¬ 
able  for  a  trial  installation  at  a  location  to  be  determined, 
and  operated  by  several  experienced  blind  attendants. 

3.  Pilot  lamps  for  sectionalizing  probably  will  not  be  required 
on  the  console. 

4.  Further  evaluation  of  the  Seeing  Aid  Probe  as  to  size  and 
shape  should  be  made  during  the  trial. 

5.  With  respect  to  Seeing  Aid  operation  of  cord  boards,  it 
was  agreed  that  additional  signals  for  cord  lamps  may  be 
provided  on  a  local  engineering  basis.  The  AT  &  T  Company 
will  notify  its  associated  companies  that  these  additional 
signals  can  be  made  available. 

6.  An  evaluation  should  be  made  by  the  AT  &  T  Company  to 
determine  the  cost  of  providing  the  signal  cabinet  on  a 
non-recurring  charge  basis. 

7*  A  discussion  of  the  Tele-Braille  equipment  brought  out  these 
disadvantages : 


■ 
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(a)  The  cost  of  the  Tele-Braille  equipment  is  considerably 
higher  than  that  of  the  Seeing  Aid  Probe. 

(b)  It  provides  only  one  channel  to  bring  information 
to  the  attendant.  If  this  one  channel  breaks  down, 
the  switchboard  cannot  be  operated. 

(c)  Once  a  call  has  been  handled  it  cannot  be  brought 
back  into  the  Tele-Braille  circuit.  The  attendant, 
therefore,  has  no  way  of  checking  on  the  progress  of 
the  call.  This  will  rule  out  its  use  for  operation 
with  consoles. 

(d)  Because  of  the  priority  arrangement  of  bringing  in 
incoming  calls,  it  is  conceivable  that  station  calls, 
which  are  given  a  low  priority,  may  never  be  answered 
during  a  period  of  peak  activity. 

It  was  concluded  that,  in  view  of  the  above  disadvantages,  the  Tele- 
Braille  should  not  be  considered  for  standardization  by  the  Bell  System. 
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REPORT  OF  GROUP  4.  Training  of  Blind  Switchboard  Operators  by  the 

Telephone  Company. 


PART  I  -  CORD  BOARD 


Consideration  was  given  first  to  training  with  respect  to  the 
cord  board. 

The  first  problem  outlined  was  the  need  for  multiple  audible  signals. 
Should  these  be  added  to  the  existing  cord  board?  With  the  additional 
sounds  added  to  the  existing  equipment,  will  this  create  problems  either 
for  the  operator  (attendant)  or  those  who  work  in  the  proximity  of  the 
board?  It  was  the  concensus  of  the  group  that  the  use  of  multiple  audible 
signals  depends  on  the  local  situation  and  the  preference  of  the  individ¬ 
ual  operator. 

The  second  problem  related  to  the  complexities  involved  in  training 
on  different  types  of  equipment.  In  view  of  this  it  was  stressed  that 
there  should  be  a  uniform  approach  to  training  by  the  Telephone  Company. 

In  discussing  training,  the  question  was  asked  to  what  extent  should 
the  training  differ  for  blind  persons  versus  sighted  persons  when  this 
training  was  offered  by  telephone  personnel.  There  was  agreement  that, 
with  slight  variations,  the  training  offered  to  sighted  attendants  was 
exactly  the  same. 

Secondly,  it  was  felt  that  insofar  as  possible,  the  blind  person 
should  be  trained  on  the  same  equipment  that  would  be  installed  on  the 
job  and  that  when  this  training  was  undertaken  by  the  telephone  company, 
careful  orientation  of  the  blind  person  should  be  considered. 

In  normal  circumstances,,  the  telephone  company  is  concerned  with 
good  safety  practice  for  sighted  trainees.  The  accommodation  of  a  blind 
trainee  to  the  rest  rooms  or  recreation  rooms  for  a  coffee  break  should 
differ  in  no  way  from  the  treatment  received  by  sighted  trainees.  How¬ 
ever,  there  is  an  element  of  special  importance  for  the  telephone  company 
personnel  to  translate  this  into  early  orientation  of  the  blind  trainee 
in  order  to  preclude  the  feeling  that  the  blind  person  is  being  over¬ 
protected  by  the  company. 
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In  examining  the  time  required  for  training  a  sighted  person,  the 
telephone  company  personnel  reported  that 

(a)  for  the  inexperienced  operator  it  was  one  day 

(b)  for  the  experienced  operator  training  on  new 
equipment,  l/2  day 

For  the  blind  individual,  telephone  company  personnel  reported 

that 

(a)  after  one  day  the  individual’s  potential  on  the 
board  would  be  apparent 

(b)  that  it  takes  from  1  to  3  weeks  in  the  school 
setting 

(c)  using  the  equipment  on  the  job,  no  time  limit 
can  be  set  because  this  involves  the  amount  of 
business  on  the  board,  the  manner  in  which  the 
company  wants  calls  handled,  and  a  variety  of 
other  factors. 

When  the  blind  person  reports  to  the  job  for  the  first  day,  it  is 
recommended  that  a  service  adviser  be  present  to  familiarize  the  operator 
to  the  board  and  to  all  its  operational  features. 

Attention  was  given  to  the  subject  of  identification  of  extension 
numbers,  names,  and  so  forth,  for  the  blind  as  well  as  the  sighted  oper¬ 
ator.  Various  methods  of  brailling  tape,  lucite  and  other  substances  was 
discussed.  Combination  braille  and  printed  designations  seem  desirable 
for  flexibility. 

The  effectiveness  of  key  sleeves  and  key  tabs  was  considered. 

Each  of  these  tools  has  a  specific  value  for  the  sighted  as  well  as  the 
blind  attendant.  The  key  tab  can  be  pre-brailled  for  busy  extensions 
and  can  be  maintained  in  a  small  file  readily  accessible  to  the  attend¬ 
ant,  and  available  for  repeated  use  as  the  occasion  requires. 

In  working  a  cord  board,  there  was  agreement  that  it  is  important 
to  identify  the  left  trunk  cord  through  the  use  of  a  rubber  grommet  or 
some  other  device  for  easy  and  ready  identification  in  moving  cords  into 
position. 

With  experience  it  becomes  important  for  the  blind  operator  to  be¬ 
come  aware  of  sounds  of  the  dial  equipment  when  this  is  near  the  PBX. 

The  sound  of  this  equipment  can  be  frequently  substituted  in  the  event 
that  the  probe  or  other  signal  device  should  malfunction. 
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In  summary,  it  is  recommended  that  training  on  cord  boards  should 
follow  closely  training  given  the  sighted  attendant;  that  this  training 
should  avail  itself  of  all  tools  such  as  key  sleeves,  key  tabs,  etc# 


PAHT  II  -  THE  CONSOLE 

There  has  been  little  experience  obtained  with  consoles  in  the  train¬ 
ing  of  blind  persons.  However,  several  pertinent  questions  were  raised: 

1#  Do  the  DSS  keys  seem  to  be  properly  spaced? 

2.  Would  the  possibility  of  marking  the  middle  key  of 
each  line  be  practical? 

Can  the  probe  be  used  efficiently  on  the  console? 

4#  What  training  procedures,  if  any,  can  be  developed? 

5#  Would  a  guiding  ridge  for  the  probe  be  helpful? 

6.  Is  it  better  to  be  accurate  with  the  probe  and  pick  up 
signals  on  the  first  try,  or  to  exercise  speed  and  risk 
missing  signals? 

In  considering  the  above  questions,  the  consensus  was  that  the  DSS 
keys  on  the  console  model  were  spaced  adequately,  but  that  there  might  be 
some  distinct  disadvantage  in  superimposing  an  indicator  in  the  middle  key 
of  each  line# 

Because  of  the  arrangement  of  the  console,  some  questions  were  raised 
concerning  the  use  of  the  probe#  Owing  to  its  complexity,  some  changes 
might  be  required# 

In  considering  question  4,  it  was  agreed  that  training  procedures 
need  to  be  worked  out  by  the  Telephone  Company  if  more  blind  people  were 
to  use  this  equipment  effectively# 

There  was  unanimity  that  a  guiding  ridge  for  the  supervisory  lamps 
might  make  the  probe  more  effective  in  handling  the  load  on  the  console. 

It  was  generally  agreed  that  accuracy  in  working  with  the  probe  was 
desirable  and  that  having  achieved  this,  speed  would  inevitably  follow. 

It  was  recommended  emphatically  that  in  the  future  the  Telephone 
Company,  private  voluntary  agencies,  state  agencies  and  national  agencies 
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for  the  blind  work  together  in  improving  training  techniques,  the  adapt¬ 
ation  of  equipment,  and  the  revision  of  training  procedures  as  new  equip¬ 
ment  is  standardized  for  the  market. 
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APPENDIX  I  -  PARTICIPANTS 


M.  Robert  Barnett 

American  Foundation  for  the  Blind 

New  York,  N.  Y. 

James  F.  Bauer 

General  Services  Administration 
Washington,  D.C. 

Elmer  Beckett 

Goodwill  Industries  of  Dayton,  Inc. 
Dayton,  Ohio 

William  V.  Bridges 
Division  for  the  Blind 
Baton  Rouge,  Louisiana 

Charles  C.  Brown 
Commission  for  the  Blind 
Portland,  Oregon 

Herbert  R.  Brown 
Commission  for  the  Blind 
Albany,  New  York 

James  S.  Carter,  Jr. 

American  Telephone  &  Telegraph  Co. 

New  York,  N.Y. 

0.  C.  Davidson 

State  Commission  for  the  Blind 
San  Antonio,  Texas 

George  E.  DeClue 

American  Telephone  &  Telegraph  Co. 

New  York,  N.Y. 

Miss  Alphonsine  Fleming 

Illinois  Visually  Handicapped  Institute 

Chicago,  Illinois 

Mrs.  Doris  Hand 

Southern  Bell  Telephone  Co. 

Anniston,  Alabama 

Mrs.  Jerrie  Johnson 

Institute  for  the  Deaf  and  Blind 

Talladego,  Alabama 

Miss  Anne  Kelly 

New  York  Telephone  Company 

New  York,  N.Y. 


George  Magers 

Vocational  Rehabilitation  Administration 
Washington,  D.C. 

Carl  McCoy 

Rehabilitation  Center  for  the  Blind 
Topeka,  Kansas 

Miss  Marion  McVeigh 

Vocational  Rehabilitation  Administration 
Regional  Office 
New  York,  N.Y. 

Mrs.  Bertha  Metzler 

National  Industries  for  the  Blind 

New  York,  N.Y. 

Bryant  Moore 

Division  of  Rehabilitation  for  the  Blind 
Denver,  Colorado 

J.  0.  Murphy 

Southwest  Rehabilitation  Center  for 
the  Blind 

Little  Rock,  Arkansas 

Miss  Wilma  Oberlander 
Illinois  Bell  Telephone  Company 
Chicago,  Illinois 

Donald  W.  Perry 

Services  for  Visually  Handicapped 
Salt  Lake  City,  Utah 

Arthur  Pincus 

Industrial  Home  for  the  Blind 
Jamaica,  N.  Y. 

Miss  Thelma  Quesenberry 
General  Services  Administration 
Washington,  D.C. 

Harold  Richterman 
Industrial  Home  for  the  Blind 
Brooklyn,  N.Y. 

Louis  H.  Rives,  Jr. 

Vocational  Rehabilitation  Administration 
Washington,  D.C. 

Harold  G.  Roberts 

American  Foundation  for  the  Blind 
New  York,  N.Y. 
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Miss  Joyce  Rominger 

Siskin  Steel  &  Supply  Co.,  Inc. 

Chattanooga,  Tennessee 

Miss  Velma  Schultz 
Aberdeen  City  Commission 
Aberdeen,  South  Dakota 

Mrs.  Lillian  E.  Speakman 
General  Services  Administration 
Washington,  D.C. 

D.  B.  Trammel 

American  Telephone  &  Telegraph  Co. 
New  York,  N.Y. 


Louis  Vieceli 

Southern  Illinois  University 
Carbondale,  Illinois 

Arthur  L.  Voorhees 

American  Foundation  for  the  Blind 

New  York,  N.Y. 

Seymour  Weinberg 

Bell  Telephone  Laboratories 

Holmdel,  New  Jersey 

Dr.  Norman  M.  Yoder 
Office  for  the  Blind 
Harrisburg,  Pennsylvania 
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APPENDIX  2  -  AGENDA 


MONDAY.  MARCH  16 

9:00  a.m.  COOPER  ROOM.  Opening  Session.  Greetings 

M.  Robert  Barnett 
Louis  H.  Rives,  Jr. 

Introduction  of  Participants 

Institute  Orientation  -  Arthur  L.  Voorhees 

10:00  a.m.  Coffee  Break 

10:^0  a.m.  The  Evaluation  and  Selection  of  Blind  Persons  for  Switchboard 
Operation 

Panel  Chairman:  Harold  Richterman 
Speakers:  Mrs.  Jerrie  Johnson 

Arthur  Pincus 
Carl  McCoy 
Bud  Davidson 

Discussion. 


12:30  p.m.  Lunch 


1;30  p.m.  What  Constitutes  a  PBX  Switchboard  Training  Program  in  an 
Agency  for  the  Blind 

Panel  Chairman:  Herbert  R.  Brown 
Speakers:  J.  0.  Murphy 

Miss  Thelma  Quesenberry 
William  Bridges 
Mrs.  Lillian  Speakman 
Elmer  Beckett 

3:30  p.m.  Recess 

3:45  p.m.  PBX  Training  Equipment  for  Use  by  Blind  Persons:  What  it  is 
Now  -  What  Should  it  be  in  the  Future 

Panel  Chairman:  George  Magers 

Background  ana  Use  of  PBX  Telephone  Equipment  -  James  S.  Carter,  Jr. 

Need  For  Further  Research  -  Alphonsine  Fleming 

Discussion. 

Exhibit  of  Telephone  Switchboard  and  Special  Equipment  for 
Use  by  Blind  Persons 


6:00  p.m. 
to 

7:30  p.m.  Reception.  BLUE  ROOM.  Courtesy  American  Telephone  and  Tele¬ 
graph  Company 
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TUESDAY,  MARCH  17 


9:00  a.m.  COOPER  ROOM.  The  Training  of  Blind  Switchboard  Operators 

by  the  Telephone  Company  -  Past,  Present  and  Future 

Panel  Chairman:  George  E.  DeClue 

Speakers :  Miss  Wilma  Oberlander 

Miss  Anne  Kelly 
Mrs.  Bertha  Metzler 

10:50  a.m.  Coffee  Break 

11:00  a.m.  Group  Meetings  to  Prepare  Reports.  Each  Participant  will 

be  assigned  to  a  Group;  meeting  rooms  to  be  announced. 

Group  1:  The  Selection,  Training  and  Placement  of  Blind 
Telephone  Switchboard  Operators 

Discussion  Leader:  Harold  Richterman 

Group  2:  The  Training  of  Switchboard  Operators  in  Agencies 
for  the  Blind 

Discussion  Leader:  Herbert  R.  Brown 

Group  3 :  The  Need  for  Future  Research  in  the  Development 
of  Special  Equipment  for  Use  by  Blind  Telephone 
Switchboard  Operators. 

Discussion  Leader:  George  Magers 

Group  4:  Training  of  Blind  Switchboard  Operators  by  the 
Telephone  Company 

/ 

Discussion  Leader:  George  E.  DeClue 


5:50  p.m. 


Adjournment 


WEDNESDAY,  MARCH  18 


COOPER  ROOM,  Chairman:  Arthur  L.  Voorhees 


9:00  a.m. 

Report 

of  Group 

1. 

Discussion 

9:45  a.m. 

Report 

of  Group 

2. 

Discussion 

10:50  a.m. 

Coffee 

Break 

11:00  a.m. 

Report 

of  Group 

3. 

Discussion 

12:  Noon 

Lunch 

1:00  p.m. 

Report 

of  Group 

4. 

Discussion 

2:00  p.m. 

Summary 

■  of  Conference  -  Miss  Marion  McVeigh 

2:50  p.m. 

Adjournment 
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